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The research subject belongs to the customer service center application fields of 
tobacco industry.It describes how to build multi-functional customer service platform 
of tobacco. The customer service center construction of the tobacco industry is 
relatively early in the domestic industry , but its early function which is mainly used 
for the phone orders of retail dealers is very single. Along with the diversification of 
the order mode and development of tobacco business ,the ordering function of 
customer service center desalts,and the matched function demands more and 
more.The multi-functional customer service platform of the tobacco industry which is 
based on the technology of call center is the practical solution.Firstly,the paper 
analyses the current status of the tobacco business,its development needs, and the 
current conditions and developmental trend of customer service center ,and on the 
basis of which , we state the meaning and application value of the construction of 
multi-functional customer service platform for the  tobacco busines. Secondly, it 
gives a brief introduction to the relevant technologies which system designing needs , 
such as the E1 line, CTI, Webservice and multi-threading. During the process of 
system requirements analysis , according to the requirements of the tobacco business, 
from two main business processes of artificial accept and self-service , we  organize 
and analyze system requirements.And we adopt the mature call center foundation 
platform to  do  the application development of customer service center platform .  
While the paper is  introducing the  software and hardware selection of call center 
foundation platform , it is also focusing on the overall system functional design and 
planing and specific implementation under  their respective enviroment .And after 
integration testing, and its use in actual conditions , it solved  some  problems 
which have already been found,thus this system has achieved the expected design 
requirements. Finally, the paper summarizes this system, and put forwards some 
specific proposals for the expansion and further development of the system function.    
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4、第四代呼叫中心：基于 VoIP 的呼叫中心系统 















发展。与此同时，应用技术也得到很大进步，出现了 VoIP（Every over IP，即
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